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Welcome to Citiphone Banking. 

To continue with the automated service in English, press [1 J. 
To continue in Spanish, press [2]. 
For instructions on Citiphone Banking, press [ij. 
To ^speatto a Citiphone Banker now or at any time, please press [0] or 
remain on the line. 
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I'm sorry, I can't 
do that right now. 
Please hold, 
while I return you 
to your previous 
menu. 
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To General 
Instructions 



If this call is related 
to Bill Payment, 
press [1] now, or 
remain on the line 
for the next 
available Citiphone 

Banker. 




No entry 



If you're entrolled in and 
would like to use the Bill 
Payment Service, press [1], 
or remain on the line for 
the next available 
Citiphone Banker 
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Citicard number 
now. 
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For information about your accounts, press [1]. 

To transfer money or to make a bill payment, press [2]. 

For customer service, press [3]. 

To speak to a Citiphone Banker now or at any time, press 
To return to the following menu at any time, press [#] key. 



From [#] 
[*] 
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For checking information, please press [1]. 

For Savings,,press [2]. 

For Credit Cards, press [3]. 

For Loans, press [4]. 

For Investments, press [5]. 

For Customer Service, press [6] . 

To transfer money or to make a bill payment, press[7J. 

To repreat this information, press [8]. 

To end this call now or at any other time, simply hang 

up. 

To speak to a Citiphone Banker now or at any time, press 
To return to the main menu, press the [#] key. 



I'm sorry. I can't 
do that right now. 
Please hold while I 
return you to the 
previous menu. 
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To transfer money between your 
Citicard linked accounts, press [1]. 
To make a Bill Payment, press [2]. 
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Please enter your CitiCard 
number now 
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Please enter your Citiphone 
access code now 
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The Bill Payment 
system can only process 
up to 99 payees at this 
time. Please hold while 
I transfer you to a 
Representative. 
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For Bill Payment using your touch tone 
keys, press [1]. 
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No 
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To make your Bill Payments using just 
your voice, say yes. 
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System continues from 
this point in Voice mode. 
Ail prompts use 'say' 



System continues from this 
point in DTMF mode. All 
prompts use 'press' 



Yes 
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Welcome to 
Citibank's Bill 
Payment Service. 




Here are your five Bill Payment choices. 
To make a Bill Payment, press/say [1]. 
To make a Recurring Bill Payment, press/say [2]. 

To cancel a future payment, check payment status, or change a future payment, press/say [J j. 
to add or change a payee, press/say [4], 

If you'd like to hear instruction sor general information on Bill Payment, press/say [5J. 

At any time you can use these choices: 

To repeat information, press/say [8]. 

To speak with a Representative, press/say [0], 

To return to the bill payment service choices, press/say pound. 

For banking services other than bill payment, press/say pound then star. 

To end this call, simply hang up. 
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To Fig. 12(S71) 
Single Bill 
Payment 
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Recurring Bill 
Payment 
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Status Change 
Cancel 
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Add Change 
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General 
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To set up a recurring payment, you'll need to 
speak with a representative. Please have your 
payee name, the amount you want to pay and 
how often you'd like to pay this amount. Just a 
moment please while I transfer your call. 
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To add or change a payee, you'll need to speak 
with a representative. Please have your payee 
name, account number and address as it appears 
on your last statement. Just a moment please 
while I transfer your call. 
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You can pay bills using the ID number found on your most up-to-date payee 
list. If you've made changes t your payee list since your last bill payment, 
press/say [1]. 

If you have an up-to-date list, press [2]. 

If you don't have your payee list and would like me to speak each payee to 
you, press/say [3]. 



without 
list 



If you haven't received a new 
Payee list, your old list may not 
match my list. 

If you hvaen't received your 

new list in the mail and would 

like me to speak each payee for 

you, press/say [1]. 

If you'd like to pay from your 

list, press/say [2]. 

If you'd like to speak with a 

representative about your payee 

list, press/say {3. 
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Pay With List 
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Pay With List? 
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Please [enter/tell me] the 2-digit payee ID number from 
your payee list. 

For example, when requesting 23, press/say two-three. 



Please tell me/enter 
the 2-digit payee 
ID number from 
your payee list. 
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I'm sorry. I don't 
recognize this ID number. 
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Payee Verification 
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I'll say each payee name for you. 
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Pay Without List 
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or Fig. 19 



Get next payee 
where list left off 





Thank You. That's all the 
payees I have for you. 
To choose this payee, 
press/say [1]. 
to return to the previous 
payee, press/say [3]. 
If you'd like help with 
something else, press/say [4]. 



To choose this payee, press/say [1], 
To go to the next payee, press/say [2]. 
To return to the previous payee, 
press/say [3]. 

If you'd like help with something else, 
press/say [4]. 





APPROVED 
BY 

DRAFTSMAN 


O.G. FIG. 


CLASS 


SUBCLASS 



From Fig. 13(S85) 
Pay With List 



From Fig. 15 (SI 05) 
Pay Without List 



'£3 



You've chosen (XXXXXXXXXXXXXXXXXXX) 
If that's right, press/say [1]. It not, press/say [2]. 
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If you'd liketo choose a 
different payee, press/say 
[1]. If not, press/say [2]. 
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Ifyou'd like to hear a 
summary of the payments 
you've just scheduled, 
press/say [1]. 



No 




To Fig. 21 
(S161) 



APPROVED 
BY 

UMAr 1 otvlAIN 




CLASS 


SUBCLASS 



From Fig. 16 (SI 13) 
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Confirm Change 




Please [enter/tell me] the 
amount you'd like to pay. 
Using the star key as a 
decimal point, [enter/say] the 
amount in dollars and cents. 
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FIG. 17 




For example, for 
$100.52, press/say 
one-zero-zero-star- 
five- two. 



No 



I'm sorry. I don't recognize 
that payment amount. Be sure 
to use the star key for the 
decimal point when entering 
the dollars and cents. 
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The payment amount entered 
must be one dollar or more, 
and not greater than ten 
thousand dollars. Press/say 
the payment amount, first 
dollars then cents. 



To Fig. 18 (S131) 
Payment Date 
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From Fig. 17 (SI 24) 
Payment Amount 



Now, tell me when to make this 
payment. Using two-digits each, 
' enter/tell me the month and day. 
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For example, when requesting 
January 23rd, press/say zero- 
one, two-three. 



I'm sorry. I don't 
recognize that date. 
Press/say the 
payment date, first 
month, then day. 
Using two-digits for 
each entry. For 
example, for January 
23rd press/say zero- 
one, two-three. 



Fm sorry. I can only schedule 
payments on or after (tomorrow 
calendar-date). Press/say the payment 
date, first month, then day. Using two- 
digits for each entry. 



Yes 




To Fig. 19(S141) 
Payment 
Verification 




You have entered today's date. This payment 
will be scheduled for [current year +1]. The 
earliest your payment can be paid is tomorrow 
[mm/dd/yy]. If you want to pay tomorrow, 
press [1]. If you want to pay in [current year 
+1], press [2]. 




APPROVED 
BY 

noAcrcmiAKi 
Unftr i oiviMi>i 


O.ta. FIG. 


CLASS 


SUBCLASS 



From Fig. 1 8 
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I'm ready to send out your payment to 
[XXXXXXXXXXXXXXXXXXXX] for 
[$999,999,999.99] on [mm/dd/yy]. 
If that's right, press/say [1]. It not, press/say [2]. 
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If you'd like to change the dollar 
amount or date for this payment, 
press/say [1], If not, press/say [2]. 



To Fig. 26 (S221) 
Confirm Change 
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Payment 
Reference 
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Yes 




You have chosen to change 
yourpayment. The original 
payment has been canceled 
and cannot be recovered, to 
complete your payment to 
your payee, you must 
reschedule your payment. 
To finish reschedulingyour 
payment, press/say [ 1 ]. 
To return to the Change 
Payment section without 
rescheduling your payment, 
say/press [2[. 



Yes 





If you'd like to make another 
payment, press/say [ 1 ] . If not, 
press/say [2]. 




If you'd like to hear 
a summary of the 
payments you've 
just scheduled, 
press/say [1]. 
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From Fig. 19(S143) 
Payment Verification 




I've scheduled your payment. Your 
reference number is [99999]. 
To repeat your number, press/say [1]. 
If you'd like to make another payment, 
press [2]. 

To hear a summary of your payments, or 
for help with something else, press [3]. 
To end this call, simply hang up. 



FIG. 20 

Entered from ^> 
.Change? 

Yes 

I've scheduled you rpayment. 
Your reference number is [99999]. 
To repeat your number, press/say 

[1]. 

To continue with your change, 
press/say [2], 
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Hand Off to 
Menu 
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Pay With List 
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(SI 54) 



You've scheduled [NNNN] payments 
totaling [$999,999,999.99]. 
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If you'd like to 
hear a list of your 
first 20 payments, 
press/say [1]. If 
not, press/say [2]. 




If you'd like to hear a 
list of your payments, 
say yes/press [1]. If 
not, say no/press [2]. 




Payment to [XXXXXXXXXXXXXXXXXXXX] for [$999,999,999.00] on 


[mm/dd/yy] reference number [999999]. 
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Loops until all records 
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are read 







Thank you. That's all the payments I have for you. 
To repeat your payment information, press/say [1], 
For help with something else, press/say [2]. 



- S167 




"APPROVED 
BY 

DRAFTSMAN 




CLASS 


SUBCLASS 



From Fig.9(S45) 
Status Change 
Cancel 
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To cancel a future payment, press/ say [ 1 ] . 

For checking the status of a future payment, press/say [2]. 

To change a future payment, press/say [3]. 
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To hear all open bill 
payments, press/say [1]. 
To hear information on 
all payments, press/say 
[2]- 
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To change a single 
payment, press/say [1], 
To change a recurring 
payment, press/say [2]. 
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For canceling a single 
payment, press/say [ 1 ] . 
To cancel a recurring 
payment, press/say [2]. 




To Fig. 23 (SI 90) 
Pick payee routine 




To Fig. 23 
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FIG- 22 
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To change a recurring 
payment you'll need 
to speak with a rep- 
resentative. Please 
have your payee 
name, the amount you 
want to pay and how 
often you'd like to 
pay this amount. Just 
a moment, please, 
while I transfer your 
call. 
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Status, Cancel, Change 
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Cancel 
Single 



Change 
Single 
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Please enter the two digit payee ID number from your payee list. 
For example, when requesting twenty-three, press two-three. 




You've chosen [merchant/payee 
name]. 

If that's right, say/press [1]. If not, 
say/press [2]. 



I'm sorry. I don't 
recognize this ID 
number. 



If you'd like to choose 
a different payee, 
say/press [1]. If not 
say/press [2]. 
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One moment please, 
while I get your records. 
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Does customer 
have payments? 





single/recurrmg, change single 



You don't 
have any 
payments at 
this time. 



You don't 
have any 
open 
payments 
at this time. 



See all payments See open payments Cancel Single Cancel Recurring 
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Get next grouped list 




Get next payment in list 



Your payment was issued on [mm/dd/yy] for [$999,999,999.99] reference number 
[999999]. 

[repeat for five payments] 
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No 




Yes 
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To repeat this/these payment/s say/press [1]. 

To hear more, say/press [2]. 

To choose another payee or for help with 

something else, say/press [3]. 

To end this call, simply hang up and thank 

you for calling Citibank. 




You have no other payments for 

[merchant/paye name] . 

To repeat this/these payment/s say/press [1]. 

To choose another payee or for help with 

something else, say/press [3]. 

To end this call, simply hang up and thank 

you for calling Citibank. 
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If you'd like to choose a another 
payee, say/press [1]. 
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See all 




Get next grouped list 




Get next payment in list 



Your payment schedule on [mm/dd/yy] for [dollar amount] reference number [ref. 
number] was issued on [mm/dd/yy] [remains open/is lcosed/is pending payment/was 
rejected and not paid/was stopped and not paid], 
[repeat for five payments] 



S201 



S202 



No 




Yes 



To repeat this/these payments, say/press [1]. 

To hear more, say/press [2]. 

To choose another payee for for help with 

something else, say/press [3]. 

To end this call, simply hang up and thank 

you for calling Citibank. 
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You have no other payments for [merchant 
name]. 

To repeat this/these payment/s say/press [1]. 
To choose another payee or for help with 
something else, say/press [3]. 
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If you'd like to choose a another 
payee, say/press [1]. 
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Get next payment in list 
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To Chang eyour.payment scheduled on [mm/dd/yy], for [$999,999,999.99] reference number [9999] press/say 

To change your payment scheduled on [mm/dd/yy], for [$999,999,999.99] reference number [9999] press/say 

?o change your payment scheduled on [mm/dd/yy], for [$999,999,999.99] reference number [9999] press/say 

To change your payment scheduled on [mm/dd/yy], for [$999,999,999.99] reference name, ' [9999] press/say [4]. 
To change your payment scheduled on mm/dd/yy, for [$999,999,999.99 reference number [9999] press/say [5]. 



To repeat this/these payments, 
say/press [6]. 

To hear more, say/press [7]. 
To choose another payee or for help 
with something else, say/press [9]. 
To end this call simply hang up and 
thank you for calling Citibank. 




You have no other payments for 
[merchant name]. 

To repeat this/these payment/s say/press 
[6]. 

To choose another payee or for help with 
something else, say/press [9]. 
To end this call simply hang up and 
thank you for calling Citibank. 
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Flag next payment in 
list 
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I'm ready to change your payment to, [merchant/payee name] 
scheduled on [mm/dd/yy] for [dollar amount] reference number 
[9999]. If that's right, say/press [1], if not say/press [2]. 
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If you'd like to choose 
another payee, say/press [1]. 
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You've selected to 
change [merchant 
name]. 
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The payment to 
[merchant/payee name] 
will not be changed. 
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To cancel your payment scheduled on [mm/dd/yy for [$999,999,999.99] reference number 9999 , press say 1 . 
To cancel your parent scheduled on [mm/dd/yy for [$999,999,999.99] reference number [9999] press/ ay [2] 
To n you rja^ent scheduled on mm/dd/yy] for [$999,999,999.99] reference number 9999 , press say 3 . 
To ancel UTaJmoit scheduled on [mm/dd/yy] for [$999,999,999.99] reference number 9999 , press ay 4 . 
To cancel your payment scheduled on [mm/dd/yy] for [$999,999,999.99] reference number [9999], press/say [5]. 



To repeat this/these payment/s, 
say/press [6]. 

To hear more, say/press [7]. 
To choose another payee or for 
help with something else, 
say/press [9]. 

To end this call, simply hang up 
and thank you for calling 
Citibank. 
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I'm ready to cancel your payment to [merchant/payee name] for 
[dollar amount] on [calender-month, calendar-day, calendaryear]. 
It that's right, say/press [1], if not, say/press [2]. 
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Your payment is 
canceled. 



Your payment will 
not be canceled. 



You have no other payments to 
[merchant name]. 
To repeat this/these payment/s 
say/press [6]. 

To choose another payee or for help 
with something else, say/press [9]. 
You have no other payments for 
[merchant/payee name]. 
To end this call, imply hang up and 
thank you for calling Citibank. 
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If you'd like to choose a different 
payee, say/press [1]. 
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Customer Accesses Bill Payment 
Application Directly by Dialing 800 

Number; Customer Enters 
Identification Number 
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Customer Accesses Bank's Retail 
Application by Dialing 800 
Number 



Bill Payment Application 
Verifies Customer's ID 
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Customer Accesses Single Bill 
Payment Process or Status Change 
or Cancel Process in Response to 
Selection of Same 
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Customer Enters 
Identification Number 
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Retail Application Verifies 
Customer's ID; Prompts Customer 
for Selection of Bill Payment Service 



I 



Retail Application Hands Off 
Customer to Bill Payment 
Application in Response to 
Customer's Selection 



I 



Customer Enters Election for Touch 
Tone or Voice Mode in Response to 
Prompt by Bill Payment Application 



I 



Bill Payment Application Prompts Customer 
for Selection of Recurring Bill Payment, Add 
or Change Payee, Single Bill Payment, or 
Status Change or Cancel Options 



I 



Bill Payment Application Hands Off 
Customer to CSR in Response to Customer's 
Selection of Recurring Bill Payment or Add 
or Change Payee 



FIG. 28 



AFfMUVfcD 
BY 

DRAFTSMAN 


U.G. FIG. 


CLASS 


SUBCLASS 



• 



Customer Enters Selection for Paying Without 
Customer's Payee List and Enters Selection of 
Payee in Response to Bill Payment Application 
Speaking Customer's Payee List 



- S212 



S211 - 



S213 



S214 - 



In Single Bill Payment Process, Customer Enters 
Selection for Paying With Customer's Current 
Payee List and Enters Payee ID Number From 
List in Response to Prompts by Bill Payment 
Application 






Customer Enters Confirmation of 
Selected Payee in Response to 
Prompt by Bill Payment 
Application 


i 




Customer Enters Pa 
Payment Date in Res 
Bill Payment Applic 
Application Sch< 


yment Amount and 
ponse to Prompt by 
ation; Bill Payment 
sdules Payment 



S215 - 



S216 - 



Customer Enters Verification of Schedule 
Payment in Response to Prompt by Bill 
Payment Application; Bill Payment Application 
Furnishes Customer a Reference Number for 
Scheduled Payment 



I 



Bill Payment Application 
Furnishes Customer a Summary of 
Payments Scheduled by Bill 
Payment Application 



FIG. 29 



APPROVED 
BY 

DRAFTSMAN 


O.G. FIG. 


CLASS 


SUBCLASS 



S217 



t 




/ 


From Selection of Change a Recurring 
Payment, Customer is Handed Off to 
CSR 




Customer Enters Selection for Status of All Open Bill 
Payments, Status of All Payments, Change a Single 
Payment, Change a Recurring Payment, Cancel a 
Single Payment, or Cancel a Recurring Payment in 
Response to Prompts by Bill Payment Application 



S218 



FIG. 30 



S219- 


Customer Enters Selection of 
Particular Payee for Remaining 
Selections in Response to Prompt by 

"Dill T>o \ rm <=»n t A nnl Ipfltl OT1 
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S220- 




Bill Payment Application Gives Customer 
the Status of All Bill Payments for Selected 
Payee in Response to Customer's Selection 
of All Open Bill Payments 


S221 - 




Bill Payment Application Gives Customer 

Status of All Bill Payments for Selected 
Payee in Response to Customer's Selection 
of All Bill Payments 


S222 - 




Customer Enters Information to Change a 
Bill Payment for Selected Payee in Response 
to Prompts by Bill Payment Application 
From Customer's Selection of Change a 
Single Payment 


S223 - 




Customer Enters Information to Cancel a Single or 

Recurring Bill Payment for Selected Payee in 
Response to Prompts by Bill Payment Application 
From Customer's Selection of Either Cancel a Single 
Payment or Cancel a Recurring Payment 





